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CITY COUNCIL MEETING 

June 18, 1993 
) 

1933 - 9 4  OPERATING BUDGZT LEVIE-i 

CC-21 (b) ELECTaXC OTILITY DEPAFTKZNT BUDGET 

The City Council continued the budget di8cussion regarding 
the Electric Ctility Department fran the June 15, 1993 
mee:ing - Assistant City Manager G l e n n  outlined the 
reductions, the elimination of two positions, and the 
implementation of a conservation program a8 required by l a w .  

Speaking on the matter was Frank Alegre, 2000 Edgewood 
Drive, M i .  

Further, Mr. Rice presec:?d the City Council with a sample 
proposal from Resource Management International, Inc. for a 
management audit of the Electric Utility Department. 

CITY ATIDRNEY'S BUDGET 

Assistant City Manager Glenn presen:ed the budget for the 
City Attorney's office informing the City Ccuncil of the 
reduction of one-third of the Legal Secretary's salary 
(which can be found i n  the City E.%nager's budget), the 
addition of a Deputy City Attorney and the duties that this 
position will ludertake. 

Speaking on the matter was Frank Alegre, 2000 Edgewood 
Drive, M i .  

Fayor Pennino reminded the public of the upcoming budget 
review meetings. 



CITY O F  LODI 

L O D i ,  CALIFORNIA 

I 

1993-1994 

BUDGET CONSIDERATIGN - MANAGEFENT AUDIT 
June 17, 1993 

To the Honorable Mayor and 

Members of the City Couxil 

Councilmembers: 

A question was asked by Councilmerber Mann during the nost 

recent buc‘get review session regarding retaining an outside 

consultant to perform a management audit of the Electric Utility 

operation. 

appropriate information at that time to indicate potent-a1 cost 

of such an audit, nor did I have a typical scope of services 

normally associated with such an audit. 

Councilmember Mann asked the question and I ha$. no 

The firm cf Resource Management International, Inc. (RMI) 

performs management. consulting services for utilities throughout 

this area, including many of the municipal governmental agencies 

we deal  with at NCPA. .A cowrehensive managemer,t audit proposal 

was developed by RMI staff in Sacramento which should qive you a 

reasonable guide as to the breadth and cost of such a study. 

The RMT Management A u d i t  p roposa l  sets f o r % h  a t w o  phase 

approach. The first phase would prov ide  a diagnostic review 



which assesses tLAe overal electric utility opera 

incorporated into a report based on the findings. 

ion and become 

Discussions 

would take place at that completion regarding those areas within 

the utility operation !which would include accounting ar.d 

finance) most likely to offer significant benefit to the City. 

This proposal reflects the typical (almost generic) approach of 

RMI and was developed in a relatively short time to supply you 

with some :Lseful material €or your consideration. Because such a 

management audit is an important undertaking that could have 

great significance, RMI recognizes that they would have to tailcr 

the study to fit the Lodi Electric System more closely. 

RMI developed a budgetary estimate for the management audit, 

which in the overall is in a range between $200,000 and $285,000. 

The Phase I activities represent $100,000 to $125,000 of this 

amount, and the Phase I1 activities represent $100,000 to 

$160,000 of the above amount. 

Respectfully submitted, 

Henry  3. Rice 

Electric Utility DireCt.Gr 

Enclosures (2 1 

cc : 
Thomas A .  Peterson, C i t y  Manslger 
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-- June 17, 1993 

Mr. Henry J. Rice 
Utility Director 
City of Mi 
221 West Pine Street 
Call Box 3006 
Mi, CA 95241-1910 

Stibject: F-foposal to Perform a Management Audit of the Electrical Utility Department 

Dear Mr. Rice: 

Resource Management International, Inc. (RMI) is pleased to submit this proposal to the 
City of Lodi (City) to perform a management audit of the City’s Electrical Utility 
Department. In order to provide an accxate and equitable assessment of the City’s 
electrical utility operations and functions, we have assembIed a team of experts with 
exteicjive electric utility experience and a proven track record for performing 
management audits. This, coupled with MI’S extensive experience in conducting 
comprehensive and focused management and operations reviews for eiectric, gas and 
water utilities, provides the City with the resources to develop plans for obtaining 
economies, efficiencies, and other improvements that have proven results. 

Our approach is to divide the audit into two phases. Phase I will include a diagnostic 
review whjch assesses the overall operation of the electilc utility functions. This review 
will identify those areas where potential improvement opportunities exist. Based on 
the results of the Phase I Diagnostic Review, Phase I1 will concentrate the wdit  
resources in the f ~ n ~ t i i o ~ l  a r m  offering the most benefits to the City. With this 
approach, the City will minimize the overall costs and maximize the o;erail benefits of 
the audit by focusing investigations on areas with potential for significant improvement. 

We appreciate the opportunity to submit this proposal and look forward to discussing 
our submittal in detail with you. If you have any questions or rquire any additional 
information, please do not hesitate to call me directly at (916) 852-1300. 

SeniodVice President 

Enclosure 
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S 7 T I U N  1 EXECUTIVE SUMMARY 

Resource Management International, Inc. (MI) is pleased to submit this proposal to the City 
of Mi, Electrid Utility Department (City) to perform a management audit of the City's 
electric utility functions. To perform this management and operations audit, RMI has 
assembled a strong team with extensive utility and management audit experience. Many 
of RMI's team members have worked for utilities at the management level. Because we 
bring a broad perspecbe on the industry, our audit will present a fair and balanced 
appraisal of the operations of the City. As a result of the audit, we will develop plans for 
economies, efficiencies, and improvements that have proven results. RMI is a national 
management and engineering consulting firm which has extensive experience in conducting 
comprehensive and focused management and operations reviews for electric, gas, and water 
utilities. 

The methodology, technical skills, and experience which RMI brings to this assignment will 
provide an audit that will fumish the framework for the City to achieve sijpificant benefits. 
Section 2 describes RMl's preliminary work plan, schedule and budget. We propose to 
divide the management audit into two phases. Phase I will include a diagnostic review 
which assesses the overall operation of the electric utility functions. Based on the results 
of the Phase I diagnostic .iview, Phase I! will concentrate the audit resource in the 
functional areas most likely to offer significant benefit to the City. The areas addressed in 
the Phase I diagnostic review will include: 

Executive Management 
Finance & Rates 
Resource RannLiZ 
Operations 
Human Resources and C ~ ,anizational Development . Cu .omer Service . Support Services 

The diagnostic review is used to idenbfy those areas with potential for improvement and 
investigates hypotheses of potential impovement only to the extent necessary io determine 
the probability and magnitude of potential savings and benefits. This approach minimizes 
the overa'. ~ s t s  and maximizes the overall benefit; of the audit by avoiding investigating 
areas will limited potential for improvernerd. 

Sections 3 z;ld 4 include summaries of RMI relevant project experience arid the experience 
of the RMI audit team. RMI has performed management audits for utilities throughout the 
United States and overseas. RMI brings broad-based experience to this project which 
provides the basis for the comparative assessments and insights necessary to prepare a 
complete and balanced audit. RMI team includes members with local expertise and others 
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\ EXECUTNE SUMMARY 

with national recognition in performing management audits. Our team has evaluated the 
effectiveness of numerous utility programs and organizational units within utilities and have 
suggested recommendations which have resulted in streamlined management and more 
efficient operations. The phased approach will provide a thorough overview of the Citfs 
electric utility functions with focused analyses in areas where the potential benefits to the 
City are significant. 

c. 

D- 1 
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SECTION 2 WORK PLAN, SCHEDULE, AND BUDGET 

This sectiori presents RMI's scope of work to perform a management audit for the City. It 
includes the following sections: 

b Overview of the Management Audit Approach 
fi Task Descriptions 

Schedule and Budget 

Each task description describes the process and the deliverables associated with that effort. 

This scope is preiiminary and we will finallt~ the work :.!an, particularly the activities in 
Tasks 1.1 through 1.7, based on the City's input. 

MANAGEMENT AUDIT APPROACH 

RMI will perform a management audit of the City that will provide an overall assessment 
of the City's electrical utility functions. W e  prGpoSe to divide the study into two phases. 
Phase 1 will begin the management audit with a diagncstic review which assesses the 
overall electric utility operation. Based on the results of Phase I, Phase 11 %-ill concentrate 
the audit resources in the functional areas most likely to offer significant benefit to iiie City. 

Phase I: Diamostic Review 

The areas addressed in the Fhase I diagnostic review will include: 

Executive Management . FinanceandRates 
* Resource Planning 
b Operations 
fi . Customer remice 

Support Services 

Human Resources and Organizational Development 

Each of these areas will be analyzed on a broad, but thorough basis. The goal of the 
diagnostic review is to provide an overview of the status of all of the functional areas of an 
operation. The diagnostic review is used to jdenhfy those areas with potential for 
improvement. I t  investigates hypotheses of potential improvement only to the extent 
necessary to determine the probability and magnitude of potential savings and benefits. 
This approach rr?inimizes the overall costs of the audii by avoiding investigating areas with 
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lillited potential for improvement. Upon completion of the diagnostic review, each of the 
City’s functional areas WiIi be placed in one of the following categories: 

. W4Z-managed area - No areas of improvement were identified during the diagnostic 
review. Optimum rating. 

. Low potential for satrings or benefits - Although some savings or benefits potential 
have been identified, it is the auditing team’s professional opinion that the expected 
savings are low relative to the effort required to achieve the savings. Minor 
Improvement Necessary rating. 

. Lower potential savings or benefits than in other areus - The potential for savings 
or benrqts as compared to the potential for savings and benefits identified in other 
functional areas of the pm@t does not warrant further investigation in the area. In 
these cases, it may be more beneficial to concentrate efforts on areas offering greater 
potential. Moderate Improvement Necessary rating. 

. More qualitatbe than gilantitative savings and/or benefits - The potential savings 
or benefits are diffiicdt to qtzanhfy; they are of a more qualitative nature and are 
thus more reliant upon subjectiveassessments. Significant Improvement Necessary 
rating. 

Potential quantitatiot savings, impmoed operations, better service, and other cost 
efficiencies - As identified in Phase I, there are significant potential savings and/or 
operational enhancements to be realized from further in-depth investigations and 
analysis. Major Improvement Necessary rating. 

At the completion of Phase I, the RMI audit team will prepare a report based on the 
findings. Each of the f u n c t i o ~ l  areas will be analyzed and as a result placed in one of the 
categories above. In addition, the final report will present the fLndiRgS and conclusions as 
well as the recommendations for the Phase I1 work plans. We will then meet with the City’s 
key staff to review the results of Phase I and discuss the Phase I1 effork. By working 
closely with the City, the RMI team will identify those areas for more extensive study in 
Phase I1 of the audit efforts. The find deliverable of Phase I will be a detailed work plan 
for the focused analyses in Phase 11. 

Phase 11: Focused Analvsis 

This phase provides ior investigati- g irdepth the specific areas that wil; be of benefit to the 
City. The specific activities RMI will perform dunng the Focused Pzziysis sre as follows: 

Focused Interviews and Analysis 
Ta,k Development Resulting from Additional Data 
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c Phase I1 Report Preparation 

TASK DESCKPTIONS 

Phase I - Task 1: Diagnostic Review 

For each of the following areas the management audit will analyze the functional area based 
on the existing organizational responsibilities, performance measures, staffing levels, cost 
ddta, planning guidelines, procedures, administrative systems and other information as 
appropriate. Phase I will consist of intPrviews with key City staff, visits to the facilities, and 
the gathering of a variety of docunients which cover the City's policies, procedures, 
operation.,, management practices, a n d  statistical data. The RMI audit team will perform 
upfront project planning and data gathering to familiarize ourselves with the City and its 
overall environment. This preparaticn will save both the City and RMI staff time in the 
interview process. The goal of this effort is to address the entire City's electric utility 
functions in the diagnostic review, and these categories will also include more specific 
evaluation such as safety training and inventory management under operations. 

. 

c Execttive Management 
b Finance and Rates 
c ResourcePlanning 

Operations 
Human Resources and Organizational Deve1opn;mt 
Customer Service 
supportservices 

For each of the areas above, the diagnostic review will begin from the perspective of the 
objectives of that functional area ranging from communication of goals and objectives in the 
executive management category, to dissemination of key finanaal data to appropriate 
personnel in the finance category, to safety in the operations category. Specific issues critical 
to the City will be identified. h c h  functional area will be analyzed, compared, and 
contrasted with appropriate criteria such as: 

Generally accepted management practices 
Clarity and completeness of record keeping and reports 
Communication of appropriate information to the staff responsible for decisions 
Statistical compar',sons to typical, similar utilities 
Effectiveness of rwurce  utilization 
Cost management 
Management controls, administrative systems, and analytical tools 
Staffing levels and skills 
Planning, budgeting, and procurement procedures 
Policy determination and decision-making procedures 

To manage the process, the RMI audit team will use a system of working papers to enable 
tracing a statement of fact ui a finding, conclusion, or recommendation to the original .wurce 
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document such as an interview, document, calculation, or analysis. The working-papers will 
identify the: 

. Source of the information presented 
Nature and extent of the work done and conclusion reached 
Appropriate cross references to an indexed copy of the report, bulk file items, and 
working papers 

The following Tasks 1.1 through 1.7 describe the major activities associated with a 
management audit. The RMI team will perform those activities appropriate for a diagnostic 
review in Phase I. Additional activities detennined to be appropriate based on the results 
of Phase I will be perfonned in Task 3, Focused Analyses. 

Task 1.1 - Executive Management 

Obiectives of the Review 

Develop a balanced appraisal of the City’s overall organization structure, management 
processes, management communications and controls, and administrative procedures. 

Analyze the City’s strategic and corporate planning process, the relationship of the City’s 
el&ic utility plans, and the effectiveness of these plans in communicating the City’s electric 
utility objectives, goals, and strategies. The capital and expense budgeting processes will 
be reviewed to assess if these processes are appropriately integrated into the City‘s overall 
planning processes. 

Assess overall management capabilities relative to the City’s needs, and cuiture/philosophy 
regarding principals of cost containment and manpower planning. 

In summary, R M I  will assess the effectiveness of the City’s Executive Management in 
establishing reasonable g a l s  for the City’s operations, and in achieving these goals. 

Assessment Criteria 

The following criteria will b- used in assessing the effectiveness of the City’s Executive 
Management: 

* Generally accepted management practices; 

. Clarity and completeness of documentation; 

Clear and concise electric utility procedures, policies, and goals; 

Comparisons of the City’s practices to typical utility industry practices and 
comparisons of selected financial and operational statistical indicators to other 
companies’ ratios or to industry ratios, where appropriate; and 
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. Effectiveness of resource utilization. 

Major Activities 

The following is a list of the mapr activities which RMI will undertake to complete a 
preliminary review of the City's Executive Management function: . 

. 

. 

. 

. 

. 
c 

b 

Review the City's planning and policy setting processes; 

Review the process the City uses to develop goals and objectives, and their 
incorporation in the City's strategic plans; 

Determine if the City's goals and objectives are: 
* Documented, 
* Measurable, 

Monito:.ed, and . Reflec!ed in the resource allocation and operating plans; 

Review management responsibditis and reporting rela tionships; 

Idenhfy the levels of managerial decision making and assess the coherence of 
authority and responsibility; 

Identify the performance obpctives set at the different management levels of the City 
and evaluate their appropriateness to achieve the City's goals and objectives; 

Evaluate the organization, the City's procddures and the decision-making process to 
ensure the presence of a sufficient level of management accountability; 

Evaluate the effectiveness of internal controls for commitment and expenditure of the 
City's resources; and 

Review administrative procedures to determine whether they adequately support the 
communication of executive management objectives and goals. 

Task 1.2 - Finance and Rates 

Objectives of the Review 

This review evaluates the financial and rate making functions of the City and the ability of 
the City to assess its e!ficiency and effectiveness in performing these functions. I t  includes 
the review of: 

Financial reporting systems; 

. Budget preparation, review, 3nd malysis; 
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The customer billing process; 

The City’s current rate structure; and 

The City’s business climate resslting from the City’s rate structure. 

Assessment Criteria 

The fc.”xving criteria will be used to asses5 the level of effectiveness of the City’s Financial 
and Rate Making functions. 

Financial Reporting Systems 

. The financial reporting process should represent an accurate and timely 
feedback methanism and provides relevant information for management 
decision making and external requirements; 

Financial report distribution is consistent with operating responsibilities; 

. Financial reports are complete, well defined and understandable; and 

Users of the financial systems are satisfied with the level of detail, timing and 
service received. 

Budgeting and Variance Reporting . The budget process provid6 sufficient information to managers; and 

The variance analysis process is conducted systematically Lo serve as a useful 
tool in the evaluation of actual performance against budgets and forecasted 
financial results. 

Cusfomer Billing 

. The customer billing process is suffiaently automated and provides for a 
timely, accurate, efficient and consistent method of billing customers on a 
periodic basis; 

The customer billing system produces a clear, concise, and easily understood 
customer bill; 

. The customer billing system provides an efficient, accurate, timely method of 
updating customer account records; 

I. 

c . 

2 .  

Performance criteria are being used to evaluate the customer billing activities; 
and 
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The customer billing system is flexible and allows modifications and updates with 
a minimum of disruption. 

Rates 

Rates allocate electric utility expenses fairly m o n g  customer groups; 

Rates promote the growth and expansion plans of the City; 

Rates are stable and are not sub@ to fluctuation; and 

. Rates are attractive when compared to the C i y s  contemporary utilities. 

Maior Activities 

Evaluate the organization structure for finance, custGmer billing, accounting and 
collection, and rates activities; 

Assess appropriateness of spans of control in providing effective control over financial 
operations; 

Jnterview management personnel and selected staff concerning span of control 
problems; 

Develop and assess the profile of current staff resources devoted to Finance, customer 
billing, accounting and collection, and rates functions; 

Review and evaluate policies, procedures, and standards governing the finance, 
customer b h g ,  accounting and collection, and rate functions; 

Assess financial reporting processes to (1) determine informational flows, data input 
and output, (2) assess the ease of access, timeliness of reporting, degree of 
automation, and tlexibility of the financial reporting process, (3) flow chart processes, 
as applicable; 

Interview systems development personnel and key users concerning the vintage, 
features, and degree of satisfaction with the firrancia1 systems; 

Evaluate budget process for effectiveness and efficiency by (1) comparing budget to 
actual financiaI results for the past five years, (2) determining adequacy of budget 
detail, timeliness of reporting, and degree of use by unit managers of variance 
reports, and (3) interviewing budget preparers and users of budget data concerning 
satisfaction with the budget process, forms, level of detail, ease of use, and usefulness; 

Evaluate quality and quantity of vaiance analysis conduded on budget variances by 
(1) evaluating variance reporting standards, policies, and procedures, (2) assessing 
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reasonableness of variance explanations, and (3) determining degree of familiarity 
with variance procedures and compliance; 

. Evaluate the efficiency of the customer billing process b-4 (1) reviewing the flow of 
information and data that comprises the customer billing process, (2) assessing the 
reasonableness of the customer billing flow of information and the timing of the 
customer billing functions, (3) comparing and contrasting the customer Silling process 
with other utilities, and (4) interviewing selected personnel throughout the customer 
billing process to determine areas of concern; 

Evaluate the effectiveness of the automated customer billing system by (1) 
determining the degree of automation of the customer billing system, (2) reviewing 
high level system documentation and user documentation, (3) determinhg the degree 
of lexibility in the customer billing system, and the ability of systems support 
personnel to make chanses to the system, (4) interviewing key users to determine 
degree of satisfaction, (5) assess the reasonableness of the cost of operating the 
customer billing system, and ( 6 )  comparing and contrasting the customer billing 
system to other utilities; 

Review the methodology used by the City to allocate expenscs to the various 
customer classes, the basis and timing for rate increases, and the public review 
process undertaken when rate increases are announced; 

+ Review the documentation supporting the City’s rate increases over the past five 
years, interviewing key personnel involved in the rate makirtg recommendations 
made by the City staff, and interviewing the decision makes to determine what key 
factors went into the rate making decisions; 

. Evaluate the City’s firxiracial plans to determine if rate stabilization funds or accounts 
have been established, and if established, how the funds/accounts are used; and 

Compare the City’s rates and rate structure to those of similar utilities. 

Task 1.3 - Resource Plarlning 

Objectives of the Review 

This review evaluates the load and resource plans of the City and the City’s ability to 
control or othenvise change its resource direction. 

Resources are available to meet the Citfs current load rwiuirements and sufficient 
resources can be reasonably added in a timely fashion to meet future load growth 
requirements; 

* Demand-side management has an adequate role in meeting the City’s current 
ar,d projected load requirements; 
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c Power supply contracts are sufficiently flexible to allow the City to make 
beneficcia1 generating and transmission resource decisions; and 

Availab! resources/contracts are being effidently used to optimize the benefits 
to the City and to minimize the cost of power to the City customers. 

Assessment Criteria 

The following criteria will be used in assessing the ability of the City to manage its power 
costs: 

Meeting of the Western System Coordinating System (WSCC) reserve requirement 
standards and equivalent standards imposed on the City through power purchase 
and interconnection agreements with other utilities; 

P.ccuracy of the City’s past planning projections when compared to actual load 
growth; 

Usefulness of the cor,’ributions made by the City into the pint  filings to the Northern 
California Power Agency (NCPA) relative to the California Energy Commission (CEC) 
biennial report process; and 

Reasonableness of the cost of incrementa! capacity, energy, and power to meet the 
City’s requirements. 

Maior Activities 

Review of the City’s load m d  resource plans over the past five years, including 
submittals to NCPA regarding joint resourcedcontraits; 

Review of the City’s demand side management program compared to similar utilities; 

Review of the Citfs power supply contracts and interconnection agreements; 

Interview the City’s key power contracts staff who are in charge of planning, 
negotiating, and managing the City’s power supply contracts and interconnection 
agreements; and 

t Compare the flexibili!y and risks associated with the City’s resource plan to that of 
similar utilities. 

Task 1.4 - Operations 

Investigate the effectiveness of the City’s meter/rclay systems, dispatch, and transmis ;ion 
and distribution planning, operations, and maintenance activities. This investigation will 
assess the degree to which this function is performed reliably, safely, and efficiently. 
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Evaluative Criteria 

As a functional area, operatiom leRds itself to quantitative analyses. The early part of the 
audit will focus on results, trends, and ratios, including: 

Outage incidents, durations, and causes; 
b OhM cost; 

Capitalcost; 
Relevant customer complaints; 
Elapsed time to provide new service requiring line extensions; and . T&D energy losses. 

The resultant trends will be used to focus audit attention on those functions and processes 
that are either producing substmdard resclts or show negative trends. These functions and 
proc&ses will be evaluated by such factors as: 

Organization structure, spans of control, crew sizes, and accountabilities; 
Staffing levels and deployment; 
Performance measurements and management information; 
Work management systems; . Maintenance programs; 
Use of contractors and other full-time employees; 
Facilities and equipment; 
Materials; . 0vertime;and . Contractor management. 

Mabr Activities 

Identify specific functions or processes that seem to produce subpar results or have 
declining trends; 

. Investigate the causes of possible poor ptrformance: 

Interviews, . Additional document requests, . Review departmental planning and budgeting processes, . Flow chart processes and systems, and 
Site inspections of facilities, equipment, materials, and methods; 

. Investigate recent trends in the City's system performance to determine potential root 
causes of service deterioratiom, if any: 

. Identify and graphically present trends, 
Determine steps planned or taken by the City to improve trends, and . Where possible, quantify cost of improvements; 

c . 

L- 

e ." 
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c Review the City's maintenance and repair record-keeping process for timeliness and 
accuracy. 

c Evaluate the maintenance work planning process for effective use of resources: 

. Inventory analysis assessment and use, 
Mix of planned and unpIanned maintenance, 
Use of job estimates to schedule and monitor crew activities, 
Use extent of work planning to minimize travel, and 
Sizing of crews versus specific task requirements kg., are crews configured 
according to job requirements?); 

Evaluate the Citfs approaches to the engineering and construction of facilities: 

Are materials standards routinely used? 
Is engineering performed internally or are vendor firms also utilized? When and 
why? 

c Review and evaluate the contractor selection process, 
Review a sampling of contracts, their terms and conditions, and history of change 
orders, and 
What are present long-term construction plans. 

C.--' -.  ,.uAu~te incidents of accidents and overall safety program; 

c Review safety program, procedures, and training processes; 

Identify and evaluate cost-reduction p r o p m s .  

Task 1.5 - Human Resources and Organizational Development 

Obiectives of Review 

Determine if current employee wage/salary and benefit rates are appropriate, in 
consideration of and rates paid by comparable utilities. This analysis must address: 

Wage rates for each e.nployee level, 
The use for pay-for-performance mechanisms, 
Key aspects of wage/salary administration program, 
The p h s  that make up the overall benefits program, and . Existing strategies impacting wage/salary and benefits programs. 

Assessment Criteria 

c Policies and procedures established for the administration of wage/salary benefits 
programs; 
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Evaluate compensation, at all levels, including wages, salaries, profit sharing, specific 
incentives, benefits, perquisites, and other compensation mechanisms and compare 
to similar utilities. 

Review appropriateness of internal distribution of wages and salaries as indicated by 
measures such as Compra-ratio analysis; 

Review benefit plan documentation and communication; 

Assess whether the City regularly monitors the costs of its wage/salary and benefits 
programs, and considers alternatives as appropriate; 

Appropriate manpower planning mechanisms are employed; 

Appropriate budgeting and position control mechanisms are used; 

Recruiting and hiring programs are adequate to meet the City's needs; 

Training and development programs and activities effectively support the C i y s  
staffing needs; 

Appropriate systems are in place for the definition, scheduling, assignment, and 
tracking of work; 

Contractor versus in-house employee use is adequately determined; 

Productivity measurement factors are appropriate; and 

Performance appraisal mechanisms are effective and appropriate. 

Maior Activities 

Review policies, procedures, administration practices, and established objectives and 
strategies for all City wage/salary and benefits programs; 

Evaluate the ways in which the City communicates with employees regarding 
wage/salary and benefits programs; 

Evaluate the internal equity of !he City's wage/salary and benefits programs; 

Evaluate the ways in which the City analyzes and responds to its wage/salary and 
benefits program costs; 

Define and evaluate the processes used for determining staffing levels; 

.. 

.- 
I 

.- 
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2-12 



I 

. Evaluate the use of contractors, part-time and temporary workers, and the contractor 
versus in-house, decision-making process; and 

. Identify how manpower pIanning integrates with the budgeting process. 

Task 1.6 - Customer Service 

Objectives of the Review 

The overall objectives of the City's Customer Service audit are to determine efficiency and 
effectiveness of Customer Service functions in meeting customer needs, and to ensure 
adequate performance measures are in place. 

Assessment Criteria 

Line and staff duties, operating responsibilities, and autharity should be clearly 
defined and supported in docuniented and logical operating policies and procedures 
and management controls; 

Service facilities, office personnel, and field force allocations should be based on 
definitive service-level objectives and supported by measured and timely reported 
work performance standards and comparative industry statistics, including 

. Service volume trends, 
Route logic and work load uniformity, . Unresolved complaint backlog, . Billing accuracy performance, 
Bad deb! ratio, and . Cost and benefit analyses of programs and activities; 

Appropriate resources must be supplied to promote research, development, and 
implementation of advanced technologies and management techniques to achieve 
productivity, accuracy, sen-ice, and cost pzrformance improvements. 

Maior Activities 

Accc;:vit SnoiCing 

Examine policies and p d u r e s  used by various functional departments in light of 
their customer relations implications. Areas to be reviewed indude: 

. Is the City accessible in terms of business office locations and telephone operating 
hours? 

To what extent are customer expectations and the City's ability to meet these 
expectations measured? 
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Are clrstomer service representatives hired, trained, evaiuated, and rewarded 
based on criteria that ensure maximum customer wtisfktion? 

Are customer service representatives provided with the tools required to respond 
to the majority of customer contacts? 

What data is available to identify the nature of customer contacts, and how is it 
being used? 

Assess the means used to inform customers of the correct procedures to follow in ~ - -  
conducting routine business (e.g., establish service, make credit arrangements, report 
meter reading); 

Evaluate the effectiveness and efficiency of operations in responding to individual 
customer rquirt,rents, and identifying specific areas that cause dissatisfaction 
and/or unnecessary contacts; 

Identify policies and procedures which are serving as "bamers" to improving 
customer satisfaction and service; 

Review the methods used to develop service quality goals and objectives, the 
management level at which these goals and objectives are developed, reviewed, and 
approved, and the effectiveness of these goals and objectives in the current 
environment; and 

Evaluate whether the City has developtd approaches for measuring customer 
perceptions related to the quality of services (including timeliness). 

Determining if the number of *RO reads" and misreads are excessive. What are the 
trends - increasing or decreasing? 

Determine if the number of "no access to meter" I; excessive and identify what steps 
are being taken to access meters; 

Define disconnect-reconnect policies and actual practices and examine consistency in 
application, analyze adherence to regulatory provisions, and deterLnine cost- 
effectiveness of policies; 

Examine new service request policies for regulatory compliance and consistency; 

Determine if meter reading techniques result in gathering useful energy usage data; 

Examine testing equipment, procedures, and schedules for adquacy in ensuring 
accurate meters; 
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Assess "theft of service" policies and provisions; 

Evaluate methods and procedures for phnning, scheduling, and reporting meter 
readings, 

Assess management processes for tracking and reporting productivity, effectiveness, 
and error rates; 

. Determine whether the Gty is udng automatic meter reading systems, and i f  it is 
optimizing this use, including timing, accuracy, and efficiency; and 

Determine whether the City has placed appropriate emphasis on pursuing new 
technologies to reduce meter reading expense, improve cash flow, and provide better 
management conkol. 

Customer Accounfing and Billing 

Analyze policies and practices, particularly the reasons for and times when collections 
are attempted; 

b Analyze size of collection backlogs to determine if excessive: 

. What are dollar amounts by length of time not c o k t e d  (e.g., 3, 6, and 12 
months not collected)? 

b Analyze staffing adequacy and use of after-hours collection efforts; 

Assess the accuracy of accounting output: 

Are account investigations (e.g., high bill investigations) completed? What are 
the results? 

Are the number of incorrect names and addresses excessive? 

Assess the efficiency of billing activities: 

b Are bills produced on a timely basis? 

Are billing errors kept to a minimum? 

Is the level of bill estimation appropriate? 

* Evaluate whether the customer information system has provided appropriate 
automation for insuring effiaent, timely, and accurate information for determining 
and billing customer charges; 
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Evaluate whether bill estimating techniques make the best use of appropriate 
technologies; 

Assess whether practices reIated to billing comply with applicable California 
requirements; 

. Examine credit extension and deferred payment provisions; and 

Analyze arrears as a percentage of revenues. Analyze amounts of arrears by factors 
such as type of customer and length of time arrears. 

. Are practices regarding arrears consistent? Could amounts of arrears be reduced 
resulting in improved financial performance while observing reguIations? 

Public Relations and Community Affairs 

Review whether the City has sufficient public relations and processes in place to 
insure that it is effectively communicating its initiatives and intentions to its 
customers and communities. 

Complaints and Inquiries 

Document practices used to respond to in-house inquiries and complaints; 

. Evaluate whether management reporting related to number and resolution of 
complaints is appropriate; 

. Compare complaint rates for similar utilities; 

Examine policies of telephone contact, correspondence, and walk-in service: 

. Are these consistent, and 
Wow do they compare with those of similar utilities and service intensive 
businesses? 

. .  

Analyze complaint types and rates to determine trends; 

. Review performance indicators on contact functions to determine if efforts could be 
improved: 

. What is the City’s performance in the following areas: 

. Percent “no clerk available,” . Numbers of call per clerk, 
9 Correspondence backlog numbers and time, and 

Waiting times for walk-in customers. 
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Objectives of the Review 

Support Services includes those activities which, while having significant costs associated 
with them, do not generate any revenues. 

The areas to be covered in Support Services include the comparability of wage and benefit 
rates, work force management programs, materials management procedures and controls, 
purchasing procedures, vendor and contractor performance, and transportation practices. 

Phase I - Task 2 Diagnostic Review Report Preparation 

As the conclusion of the diagnostic review, the R M I  audit team will provide a report at the 
completion of Phase 11. It will indude the following information for each task area: 

Introduction and General Statement 

9 Assessment Criteria - This section will be the list of criteria provided in the 
detaiIed work plans. 
Background - This section will provide a description of the functions reviewed, 
pertinent statistics, organization charts, including objectives, scope, and approach 
to the audit. 

Findings and Conclusions - This section will provide statements regarding areas of 
operation that are found to be in need of improvement or are of superior 
management and operating efficiency. 

Recommendations for Immediate Changes - RMI prides itself on developing 
workable recommendations that induce implementation, involving potential cost 
savings. The following supporting information will be provided for each 
recommendation: 

Operating costs incurred before implementation of the recommendation 
Operating costs incurred after tmpiementation of the recommendation 

9 Time frame for implementing the recommendation 
+ Costs of implementing the recommendation and any annual maintenance costs 

Savings after consideration of implementation and maintenance costs 

Prioritized schedule of all recommendations - RMI will prioritize all 
recommendations, both recommendations for immediate changes and 
recommendations for additional analysis. 

Overall Evaluation of each task or function reviewed using the following categories: 

Optimal 
t Minor Improvement Necessary 
9 Moderate improvement Ihcrssary 
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Significant Improvement Necessary 
Major Improvement Necessary 

Phase I1 - Task 3: Focused Analyses 

During this phase, the RMI team will perform in-depth analyses of specific areas or issues 
identified in Phase I. The work plan associated with this phase will lead to 
recommendations for providing better service, improving operations, or increasing cost 
effiaencies. The scope of Phase I1 depends on issues and conclusions of Phase I, Diagnostic 
Review, of the audit. This phase will follow similar procedures to Phase I. However, the 
level of detail will be significantly greater than the Phase I efforts. The goals and objectives 
of these analyses wili be very specific and based on realizing the potential benefits identified 
in Phase 1, This phase will also begin with a series of detailed interviews, information 
requests and responses reviews, analysis, and field observations for each targeted and 
approved issue or area. Phase I1 wdl also conclude with a report similar to the report 
described in Task 2 including findings, conclusions, and recommendations, with projected 
costs and benefits. 

RMl's audit will be much more than merely a descriptive narrative of the City.s activities 
in the relevant areas. RMI will provide insightful analysis and render critical assessments 
of the City's operations and policies, as well as offer suggestions and guidance for future 
audits. 

The two-phase approach allows achievement of these goals through the conduct of a broad 
yet concise management audit, incorporating a general diagnostic evaluation. The broad 
audit will be followed (as determined necessary and beneficial) by a focused analysis of 
specific task areas. The diagnostic review permits broad review, with the possibility of 
additional detailed study through the focused analysis. This approach allows for in-depth 
focus on specific areas targeted during the diagnostic phase. This approach allows 
analytical time to be spent where there is the most opportunity for efficiency improvement 
and ratepayer benefit. 

SCHEDULE & BUDGET 

RMI proposes to preform this management audit on a time and materials basis. This section 
includes a preliminary scope of work based on our current understanding of the Citfs 
requirements for the management audit Task 1 presents both an overall approach to the 
audit as well as specific activities associated with various functional areas and objectives. 

We have developed the budgetary estimate based on the preliminary scope of work 
presented in Tasks I and 2. The estimated budgetary range for Phase I labor is as follows: 

Phase I: Diagnostic Review '0,Ooo to $125rn 

The work phn for Phase I1 will depend on the results of Phase I and will be developed as 
the final deliverable associated with the Phase I efforts. Our estimated range for Phase I I  
is: 

Phase 11: Focus Analyses 5 100,ooO to $160,000 
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These budgets are labor estimates only; expenses wiI1 be additional. They also a s m e  that 
the City will provide office spxe  and facilities including phone, copier, facsimile machines, 
space for the on-site aspects of the audit. We anticipate that fifty to sixty percent of the 
audit time will be spent at the City's facilities. 

The schedule for corny'-tion Phase I activities will be two to three months af'ter finalizing 
the x o p e  with the City and depends on the avaflabiXity of the City's personnef. RMI will 
prcvide a schedule for the Phase II activities at the completion of Phase 1 and the definition 
of the Phase I1 work plan- 
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SECTION 3 QUALIFICATIONS 

Presented below are selected examples of our prior experience in performing similar 
management audits of utilities and companies. 

Wallingfurd Public Utilities Department, Wallingford, Connecticut 

Rh4I conducted a coxcprehensive management audit of Wallingford, Connecticut flown) 
Public Utilities Department (Department). RMI staff assessed financial information, system 
planning and operations procedures, interdivision coordination, staffing, purchasing 
procedures, and the relationship of the Department to the Public Utilities Commjssjon, other 
Town departments, arid the Mayois Office and Town Council. Procedures included 
procurement and review of Department reports and financial data, comprehensive 
interviews with all management staff and representative union personnel, and comparisons 
with utility industry operating no- and procedures. 

Turlock Irrigatiun Distrid, Turlock, California 

An Rh4I team, working with an employee task force and a management steering committee, 
helped the client’s line and engineering departments develop and implement an 
organizational effectiveness program. RMl’s role was to facilitate group meetings, provide 
expert support when needed, and to coach staff members and managers regarding 
communications, work assignments, and discipline. The program addressed issues and 
problems, such as work flow and job communications, line crew size, work order processing 
software, and transportation/work force equipment. 

Pennsylvania Public Utility Commission, Harrisburg, Pennsylvania 

RMI is currently working on a stratified management audit of Pennsylvania Power & Light 
for the Pennsylvania Public Utilities Commission. The approach called for a review of all 
functional areas of operation, identification of those with potential for improvement and 
investigation of hypotheses of potential improvement to the extent necessary to determine 
the probability and magnitude of the potential savings and benefits. The Durpose of this 
particular method was to determine areas where there e-iisted potenttal for high returns 
from further investigation. 

Ohio Public Utilities Commission, Columbus, Ohio 

RMI performed a management audit of thc Ohio Gas Company. The general functional 
areas addressed in the management/performance audit were management and organization, 
corporate planning, gas supply and pocurement, market services and rates, operations, and 
regulatory and legislative activities. Specific areas of interest that were addressed included 

3-1 



\ QUALIRCATIONS I 

the following: management succession plan and the delegation of gas supply planning 
authority; information transfer prodzres ;  extension plans within its service temtory; 
development and use of an accounting process to track monthly imbalances; impact of 
changing gas prices on subsequent makeups of imbalances for system supply and agency 
gas; and efforts to monitor regulatory activities. The assignment also focused on Ohio Gas 
Company’s supply and procurement functicns and assessed whether the functions were 
efficient and effective and whether all purchasing polides arid practices resulted in a reliable 
and eccnomical supply of gas to its customers. 

Cit-9 of Healdsburg, Healdsburg, California 

RMI was retained by the City of Hddsburg, California (Healdsburg) to develop a strategic 
plan for its electric utility. The City had been experienang certain operational difficulties 
with its share of a jointly’owned geothermal power plant and was faced with changed 
resource availabilities. The strategic plan examined available resource and demand-side 
management options, with particular emphasis on near-term decisions the City would be 
required to make. RMI prepared draft and final versions of the strategic plan and presented 
a workshop for the City Council and interested citizens to comment upon the draft strategic 
plan before its finalization. 

Ci4 -I of DOOW, Dover, Delaware 

Working closely with the management and staff of the Electric Department of the City of 
Dover, Delaware, RMI identified opportunities for the utility to improve its overall 
organization, planning, and management practices. Following the analysis of information 
collected from the utilitj, the RMI project team conducted on-site facility inspections and 
discussions with the utility’s staff and management. Using the information gathered our 
consultants presented management with a series of written observations and 
recommendations, including detailed implementation steps for improving the utility’s 
organizational structure, facilities planning practices, operation and maintenance of Dover‘s 
generators, customer services and warehousing system, engineering practices, 69-kV 
transmission system and distribution systems, as well as the financial planning and 
budgeting practices. 

Public Utilities Commission, Agana, Guam 

Rh4: has been working for the Public Utility Commission of Guam since 1988 serving as its 
technical staff. In its role as staff to the Commission, RMI recently recommended that the 
Cmunission conduct a stratified audit of the Guam Power Authority (GPA). RMI has 
sewed as staff providing initial input on the functiccml areas with the peatest potential for 
improvement. Areas identified for the greatest retuin included executive management, 
power production, T&D operations, support services, and customer service. RMI’s role has 
also included all of the responsibilities associated with review of work plans and draft 
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reports, participation in roundtable discussions, and review of the 'Linal report. Upon 
completion of the final report, RMI in its role as Commission staff, will review GPA's 
implementation plan and monitor implementation progess. 

Maine Public Utilities Commission, Augusta, Maine 

RMI was retained to conduct a management audit of Central Maine Power Company (CMP). 
The audit focused on management practices, structure and administration, and on customer 
service operations. RMI examined a variety of aspects of CMP's customer service 
operations, including marketing to customers with special needs, staffing and facilities, 
credit and collections, complaint analysis, service quality pro,orams, customer service 
standards, winter disconnect programs, and customer outreach and education. Additionally, 
RMI conducted an in-depth study of CMYs management efficiency and cost control. 

New York State Department of Public Smice ,  Albany, New York 

RMI performed an audit of the planning, design, construction, operation and maintenance 
of the transmission and distribution system of Niagara Mohawk Power Corporation. The 
objective of the assignment focused on reliability and power quality of electric service with 
regard to identifying methods and standards for measuring it and factors which influence 
it, assessed levels based on utilitv indices and customer perceptions, and idertified 
improvement or corrective action programs. A final report documented the findings and 
included recommendations and options addressing outage reporting system, planning, 
design, construction, operation and maintenance. 

city of hsadena,  Pasadena, California 

RMI was retained by the Pasadena Department of Water and Power (Pasadena) to analyze 
the opportunity costs of serving new electric and water customers. Pasadena, which served 
36,600 water and 53,000 electric customers, was facing a situation wherein the utilities were 
approaching limits to capacity and, in turn, the need to expand capacity. Since the cost of 
replacing or expanding existing water and electric systen-.; had risen substantially relative 
to the cost of constructing the Department's existing systems, Pasadena decided to evaluate 
whether fair rate treatment of existing customers required the establishment of a "cost of 
development" policy that assesses a connection fee to new service demands. 

Pennsylvania Public Seroice Commission, Hamsburg, Pennsylvania 

As part of an audit team retained by the Perlnsylvania Public Service Commission, RMI 
reviewed the integrated least-cost plans and planning methods of Pennsylvania Electric 
Company (Penel=), Metropolitan Edison Company (MetEd), and General Public Utilities 
Services (GPU). Penelec and MetEd are operating companies held by GPU. RMl's team 
included experienced utility planners, distribution and power supply engineers, and rate 
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design specialists. RMI was responsible for reviewing the following utility functions and 
processes: load and energy forecasting conservation and load management; marketing and 
market planning; integrated resome planning; curtailable rates; power outage management; 
distribution planning and system dispatching and poohg. 

Issues addressed in this review included assessment of the role of CPU, as the holding 
company, in the planning for the needs of PeneIec and MetEd. The potential for cross- 
subsidization between the operating companies was also a focus of the review by RMI. A 
detaiied report presenting findings and recommendations on the methods, data relied upon, 
and documentation of the components to the Ieastcost plan I ;as prepared and submitted 
to the Commission with the remainder of the audit report. 

Connecticut Department of Public Utility Control, New Britain, Connecticut 

RMI performed an audit of the planning, design, construction, and operation and 
mainterace of the transmission and distribution systems of Connecticut Light and Power 
Company and the United Euuminating Company. The assignment included review of 
outage records, quality of service, and construction, operating, and maintenance budgets for 
transmission and distribution. Key utility management and staff were interviewed and 
fact-finding hearings were held, and a customer survey relating to the quality of service was 
conducted. Findings and recommendations for changes in planning, policy, desigx, 
construction, operation, and maintenance were provided to the DPUC, which many of which 
have been impIemented. Connecticut Light and Power Company has also implemented 
many of the informal recommendations made by RMI that were not ordered by the DPUC. 

M 
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SECTION 4 ORGANIZATION & STAFF 

I I II CITY OF LODI 
MANAGEMENT AUDIT 

The following are brief summaries of the RMl team. Their resumes are included in 
Append.- A. 

John Stark 

Maury Kmth 

has more than 20 years of combined experience in the electric, gas, and 
water utility industry and will serve as project manager. Mr. Stark has 
a broad background and specializes in performing comprehensive 
management reviews of utilities, with specific emphasis on executive 
management, customer services, and marketing. During the last five 
years, h4r. Stark has been a project manager for more than ten 
comprehensive management reviews within the electric, gas, and water 
industries. 

is a Professional Engineer in 28 states and a Vice President of RMI. He 
has extensive experience and expertise in the energy and environmental 
areas, and has worked throughout Northern Cali mia for electrical 
utilities. He will serve as project director on this assignment. Mr. 
);ruth has served as project manager for a number of resource 
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Alan Hockmson 

Larry Gawlik 

Dr. Mifhael 
Schmidt 

Chris Collins 

evaluation and development, strategic planning assessments, and 
organizational review. 

is an electrical enl;ineer with over 16 years of experience specializing 
in resource phnning, contract development, negotiation, and project 
management of electric generating and transmission facilities. He will 
assist John Stark and will provide day-today point of contact between 
RMI and the City. He has experience in preparing resource plans in 
support of a utility's filing of a Common Forecasting Methodology 
before state energy commissions as well as for consideration of future 
resource acquisitions, new project development, and annexation of new 
service territory. 

is responsible for RMI's management consulting practice. Mr. Gawlik 
has over 20 years of experience working both within the utility 
industry and as a consultant to the industry. He has extensive 
executive management consulting and audit experience. For 
approximately nine years, he worked in municipal government. He 
served as Director of Planning and Assistant General Manager for the 
electric, water and wastewater systems of Cainesville, Florida and 
Brownsville, Texas, respectively. His background includes both 
studying the utility s y s t w s  and implementing utility projects. During 
that time he was responsible for capital improvements, transmission 
and distribution facilities, user charges and capital financing. 

is a regulatory economist at RMI with over 20 years of experience in 
the areas of utility ratemaking, cost recovery mechanisms, impact and 
correction fees, and regulatory processes associated with public utility 
operations. He has been involved in over 40 assignments concerning 
full cost recovery, impact fees, revenue requirements, rate design, 
utility aciency, energy conservation, and demand forecasting. In 
addition, Dr. Schmidt has auth.md numerous articles and two books 
regarding cost-of-service and ,Jte design issues, and has presented 
numerous seminars on ratem?l.iibd iz?in, and teaches regulatory 
economics and litigation eConorScs at the university level. 

is an economist with over six ye2-s of experience in the utility industry. 
He provides economic analysic and financial expertise in the areas of 
finance and utility rate analy,.is. Mr. Collins has developed cost-of- 
service and rate design mod1 L lor utilities. Additionally, Mr. Collins 
has provided assistance in the development of load forecasts and has 
provided negotiation assistance in the resolution of cost-of-service, ccst 
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allocation, and rate design Issues in rate case proceedings before public 
utility commissions. 

George Fmser has over 25 years of experfence as an electric utility engineer and 
management consultant. Mr. Fraser has extensive experience in 
assessing service reliability and operation and maintenance programs. 
He has direct experience h interviewing division operations personnel 
and executives regarding establishment, documentation, and execution 
of operations and maintenance programs. In addition, Mr. Fraser has 
reviewed numerous organizations, equipment, policies, and programs 
and distribution system fadt ies  to make recommendations for 
improving operations and maintenance efficiency. 

BchyAyZin has 21: years of experience in human resources,’organizational 
development, and training. She has provided consultation to all levels 
of management on various organizational problems and issues, 
including strategic planning, performance evaluation, team building, 
reorganization, conflict mediation, cultural change, and coaching with 
directors and managers. Dr. Aylin has particular expertise in 
performance management and in helping organizations establish 
quality improvement and employee participation propms. In 
addition, Dr. Aylin has conducted orgarhtional reviews with 
recommendations for improving effectiveness and productivity. 

A. Daryl Pullin has over 20 years of experience specializing in conducting management 
audits, t&al/economic studies, audits, as well as providing expert 
testimony. He recently participated in the completion of a 
bervhmarking assessment of the purchasing, storage, inventory control, 
work force management, and transportation practices for over 15 
utilities. Mr. pullin has conducted numerous management audits as 
well as other support services to determine if technical requirements 
had been achieved and to exii .,ie budget to cost relationships. 
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JOHN M. STARK 

Mr. John Stark has more than 20 years of combined experience as a staff member of the 
New York State Public Service Commission (NYSPSC) and as a consultant in the utility 
industry. Mr. Stark has a broad background in performing comprehensive management 
reviews of utilities, with specific emphasis on executive management, customer services, 
and marketing. In total, Mr. Stark spent approximately 12 years with the NYSPSC, and 
was directly involved in the Commission's Management Audit Section and the Tariff 
Analysis Section. During the past five years, Mr. Stark has been a Project Manager 
and/or Lead Consultant for more than 14 reviews of utilities within the gas, electric, 
and water industries. 

EDUCATION 

PROFESSIONAL 
HISTORY 

REYREENTATIVE 
PROJECT 
EXPERIENCE 

BS. - Ohlo State University 

New York State Public Service Commissioli 
Projst Manager 

Project manager for the stratified management audit of 
Pennsylvania Power & Light Company for the Pennsylvania 
Public Utility Commission. This audit is designed to focus on 
areas with opportunities for cost savings or improved service 
for ratepayers. 

Project manager for the management audit of Central Maine 
Power for Maine Public Utilities Commission. Tris is the first 
management audit performed by the Maine PUC of Central 
Maine Power and it will focus on Executive Management, 
Executive Compensation, Executive, Customer Service, and 
Management Efficiency and Control. 

Lead consultant for the evaluation of customer service 
activities as part of the management audit of Apollo Gas 
Company and Carnegie Natural Gas Company for the 
Pennsylvania Public Utility Commission. This review 
included an assessment of the Company compliance with 
PPUC's Chapter 56 collection procedures. 

Lead consultant for an evaluation of all customer services and 
marketing h i t i o n s  in the commission-mandated management 
audit of Columbia Gas of Kentucky. The study lead to 
recommendations for the organization and operation of 
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customer service and for improving the company’s market 
Share. 

Project manager for management audit of GTE for Tennessee 
Public Senice Commlssion. Review focused on evaluation of 
cost sbuctures within jurisdictions, in both izn incurred and 
distributed basis, and includes assessment of efficiency of 
service providers, fairness in pricing (allocation bases), and 
value received versus cost paid. Functional responsibilities 
include customer services, operator services, product 
management, product advertising, sales, and human resources. 

Consultant fcx  an .malysis of potential performance gains at 
New York Telephone for the New York Wblic Service 
Commission Responsibilities included the development of an 
index to measure and evaluate New York Telephonc’s service 
quality, and the identification of future and current revenue 
enhancement opportunities. 

Mj manager for a focused study of Rochester Telephone 
Corporation for the New York Public Service Commission. 
Mr. Stark led a team of six consultants in the areas of 
customer service, affirmative action, work force management, 
and manpower planning. The study resulted in 
recommendations for operational and managerial 
improvenients 

Lead consultant for the evaluation of customer service 
practices and activities as part of the management audits of 
Jamaica Water Supply Company and Spring Valley Water 
Company for the New York Pcblic Service Commission. The 
study identified the underlying causes of escalated complaints 
and corporate barriers to improving customer cntisfaction. 

Lead consultant for a focused audit of South Central Bell 
Telephone Company of Kentucky to determine the results of 
the Kentucky Public Service Commission’s adoption of an 
incentive plan and its effects on service levels. Mr. Stark was 
primarily responsible for reviewing the customer service 
function, induding performance measurement and operations. 

Ls 

,- 

.” 
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Lead consultant for the evaluation of customer service 
practices and activities as part of the management audit of 
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Consotidated Edison Company of New York for the New York 
Public Service Commission. The study identified the 
underlying causes of escalated complaints and corporate 
barriers to improving customer satisfaction. 

Lead consultant for a review of customer services activides in 
a management audit of Bell of Pennsylvania. The study led 
to recommendations for centralization, and identified potential 
dollar savings as well as alternative approaches to monitoring 
customer satisfaction. 

Lead consultant for the commission-rnandated review of 
innovative consumer rate mechanisms at South Central Bell of 
Alabama and Alabama Power Company. Mr. Stark was 
responsible for one of six basic areas of inquiry - compliance 
with Alabama Public Service Commission and State of 
Alabama regulatory requirements. 

PROFESSIONAL Institute of Managsment Consultants 
MEMBERSHIPS 

i 
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MAURY KRUTH 

. RESUMES 

Mr. Kruth is a Professional Engineer in 28 states and a Vice President at RMI. He has 
extensive experience and expertise in the energy and environmental areas, including 
solid and hazardous waste management. 

EDUCATXON MS. - Civil Engineering with Specialty in Environmental 
Engineering 
Stanford University, Palo Alto, CaIifornia 

M.B.A. 
Xavier University, Cincinnati, Ohio 

B.S. - Civil Engineering 
Stanford University, Palo Alto, California 

PROFESSIONAL 
HISTORY 

U. S. Western Area Power Administration, 
U. S. Department of Energy, 
Assistant Area Manager for Power Marketing, Sacramento 
Area Office 

U. S. Department of Energy, 
Senior Engineer 

U. S. Environmental Protection Agency, Chief California 
Section, Enforcement Division, EPA Region IX 

U. S. Public Health Service, Office of Solid Waste Programs, 
Commissioned Officer (Lt. j.g.1 

REPRESENTATIVE 
PROJECr 
EXPERIENCE 

Served as the project manager for a number of resource 
evaluation and development projects, including managing the 
effort to identify and evaluate available power resources. 

Prepared management plans for all of the Environmental 
Protection Agency’s regional offices. Supervised the 
preparation of enforcement actions against air, water and solid 
waste violators for Region IX. Served as a Project Manager in 
the solid waste program for planning grants to state and local 
agencies. 

Managed several resource planning efforts for large power 
systems. For one municipality, managed the preparatim of a 
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20-year load forecast and resource plan that was formally 
submitted to and examined by a state regulatory commission. 

Project manager for a municipal utility district's strategic 
review of its resource options. 

Provided oversight and review in the development of 'he first 
strategic plan for a muniapal utility. 

Served as project manager in the preparation of the strategic 
planning documents associated with a utility's projxt that 
examined options fora Wmegawatt  nuclear power plant and 
its 20-year future power requirements. 

Managed the p q m t i o n  of power resource plans that 
included demard-side management programs for municipal 
utilities. 

Served as a tec:hnical expert on environmental matters in the 
Office of Policy and Environment and managed the 
preparation gf major federal environmental impact statement's 
for Department of Energy programs and projects. 

S e r v e d  as project manager on a number of energy and 
environmental p r o w .  

PROE'ESSIONAL 
MEMBERSHJPS 

American Society of Civil Engineers 

California Society of Professional Engineers 

REGISTRATIONS Registered Civil Engineer, Alabama, Arizona, Arkansas, 
Cilifornia, &!orado, District of Columbia, Florida, Hawaii, 
Idaho, Indiana, Maryland, Massachusetts, Minnesota, 
Mississippi, Missouri, Montana, Nevada, New Hampshire, 
New Mexico, New York, Oregon, Pennsylvania, Texas, Utah, 
Vermont, Virginia, Washington, Wyoming. 

SELECTED 
PUBLICATIONS 

"Creating a Countywide Solid Waste Management System - 
The Case Study of Humphreys County, Tennessee," U. S. 
Environmental Protection Agency, 1972. Coauthors: D. H. 
Booth and D. L. Yates. 
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HONORS AND 
FELLOWSHIPS 

Federal Water Poilution Control FeUowship at Stanford 

Federal E n e r g  Administration Certificate of Superior Service 
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ALAN L. HOCKENSON 

Mr. hockenson is an electrical epgineer with over 16 years of experience specializing 
in resource planning, contract development, negotiation, and project management of 
electric generating and transmission facilities. He has experience in the areas of 
economic analysis, regulatory siting processes, and contract litigation support. 

EDUCATION 

PROFESSIONAL 
HISTORY 

REX'RESENTATXVE 
PROJECr 
EXPERIENCE 

PROFESSIONAL 
MEMBERSHIPS 

REGISTRATIONS 

B.S. - Electrical and Electr-,-.lcs Engineering 
California State University, Chico 

California Department of Water Resources, 
Associate Electric Utilities Engineer 

Prepared a resource plan for a utility in consideration of 
future resource acquisitions, new project development, and 
annexation of new service territory. 

Performed analysis of the members' collective generation 
requirements in support of resource decisions of a pint  
powers agenc'y. 

Prepared resource plans in support of a utility's filing of a 
Common Forecasting Methodology before a state energy 
commission. 

Performed production cost model simulations of a large 
electric utility. 

Managed many of the day-today administrative functions 
associated with a joint powers agency ownership in a coal- 
fired generating resource through dealing with representatives 
of other utilities in the areas of generation engineering, fuels 
management, accounting, cmtracts, public relations, risk 
management, financial management, and scheduling and 
dispatching. 

Institute of Electrical and Electronics Engineers 

Registered Electrical Enzirteer: Alabama, Arizona, California, 
District of Columbia, North Carolina, and mode Island. 
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LARRY GAWLIK 

Mr. Gawlik is a Senior Vice President at  R I I I  and a registered Professional Engineer 
with over 20years of diverse utility engineering and management consultine 
experience. H e  has been extensively involved in strategic, tactical and resource 
planning, capital financing programs, regulatory management, contract negotiations ax? 
operational and management auditing assignments with electric, gas and water utilities. 

EDUCATION 

PROFESSIONAL 
HISTORY 

SELECTED 
ENGAGEMENTS 

M . % A  
University of Texzs, Austin 

BS. - Electrical Engineering 
University of Florida, Gainesville 

Management Development Programs 
The Washington Campus and University of Texas, Austin 

Graduate Studies in Advanced Power System Planning, 
Unkenity of Florida, Gainesville 

Greiner Engineering, Inc., 
Assodate and Regional Manager 

Public Utilities Board of Brownsville, 
Assistant General Manager 

Gainesville Regional Utilities, 
Director of Planning 

Participated on the fiveperson Public Review Committee 
responsible for overseeing the management audit of theGuam 
Power Authority. The audit was direct& at examining 
effiaency improvements in the a r m  of power production, 
transmission and d.istribution operations, executive 
management, procurement practices, and billing, collecting, 
and customer service. 

Conducted a series of public hearings d e s i p x i  to elicit 
customer a t t i hdes  concerning water quality and the cost of 
water services. 

Responsible for the preparation of a long-range distribution 
system plan, including preparation of a load forecast, five-year 
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capital improvement program, scheduled maintenance 
program, and a recomniended operating budget inclusive of 
personnel requirements and duties. 

Participated on a multi-national task force examining water 
supply and quality issues afftxting Mexico and the United 
States along the Rio Grande border. 

Directed and participated in the restructuring and/or 
recrganhtion of staff and line functions and the development 
of departmental poliaes and procedures manuals, including 
the development of departmental goals and objectives 
ccqsistent with the overall corporate mission. 

Conducted an organizational review and developed a 
pfirfmnance-based pay plan for utility management and 
professional employees. 

Responsible for the development of computerized 
management information systems for inventory control, cost 
accounting, work order systems, and continuing property 
records in accordance with Federal Energy Regulatory 
Commission uniform system of accounts. 

Responsible for the development of a cost allocation shrdy 
which allocated joint and common costs to multiple utility 
functions within a combined utility system. 

Directed the preparation of an organizational review of the 
key management and staff rquirements for the maintenance 
of reliable utility operations during an ownership transition. 

Had overall responsibCity for the assessment o l  a multi-utility 
management audit pedormed for a utility commissicln 
examining operations planning, power outage management, 
transmission and distribution performance, interruptible 
power and power pooling, and economic dispatching. 

Responsible for the revkw of legislation concerning the 
creation of joint action agencies for t h e  purposes ot 
constructing electric generating facilities. This investigation 
invclved critiquing the legislation from a rescluice planning, 
orgarizational arrd decision-making perspxtive. 
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Served as principal investigator for a state legislature 
examining the potential administrative and operational 
benefits and/or impacts of the consolidation of two regulated 
eIectric companies. 

Directed and participated in the development of capital and 
operating budgeting systems inclusive of organhtional 
responsibilities, staffing levels and experience, information 
flow and mnagement reporting requirements. 

Prepared feasibility assessments in connection with the 
formation of electric, water and gas utilities. These studies 
included the evaluation of acquisition costs, forecast of future 
requirements, estimates .of annual revenue and operating 
costs, forecast of financing requirements and the development 
of pro f o n m  operating results. 

Directed a review of the operations and maintenance practices. 
This review concentrated on practices regarding the utilities' 
transmission and distriiution systems, including tree 
trimming, line patrol and other preventative maintenance 
activities. 

PROFESSIONAL 
MEMBERSHIPS 

REGISTRATIONS 

SELECTED 
PUBLICATIONS 

Institute of Electrical and Electronic Engineers, Senior Member 

National Society of Professional Engineers 

California Society of Professional Engineers 

American Wa? 2r Works Assodation 

Registered Professional Engineer, States of Texas and Florida 

" P U V A  Requirements - What Do They Mean To Your 
Utility?", Pren ted  during the  1980 Texas Public Power 
Association Annual Meeting 

'Transmission and Distribution System Keliability Audits: An 
Emerging Trend," presented during the 1991 Edison Electric 
Institute Annual Meeting held in Columbus, Ohio 
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HONORS AND 
FELLOWSHIPS 

Tau Beta Pi - National Engineering Honorary Society 

Eta Kappa Nu - National Electrical Engineering Honorary 
society 

Beta C a m  Sigma - National Business Honorary 
society 
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DR MICHAEL SCHMIDT 

Dr. Schmidt is Chief Regulatory Economist for RMI with more than 20 years of 
experience in the areas of utiiity ratemaking, project analysis, economics, distribution 
planning, and engineering. He has been involved in major rate cases concerning 
revenue requirements, rate of return, utility rate design, time-ofday and seasonal 
pricing, utility effiaency, automatic adjustment clauses, energy conservation, and 
demand forecasting. 

EDUCATION 

PROFESSIONAL 
HISTORY 

REPRESENTATIVE 

PROJECT 
EXPERIENCE 

PbD. - Business Administration Transportation/Public 
Utilities and Business Economiedhblic Policy 
Indiana University, Bloomington 

M.B.A. - Public Utility Management and Finance 
Indiam University, Bloomington 

B.S. - Physics/Math 
B.A. - Business Administration 
University of Minnescta, Minneapolis 

R W. Beck and Associates, 
Assodate, Manager Analytical Section 

Illinois Commerce Commission, 
Manager of Policy Analysis and Research Division 

Public Service Company of Indiana, 
Senior Analyst 

Minnesota Power and Light Company, 
Assistant Engineer 

Prepared cost of development shdies and designed impact 
fees for several major municir-.l electric and water clients. 
Analysis included a discussion of the theoretical foundation 

for impact fees, analytial techniques in support of the fees, 
and  the development of suggested policy options for 
implementation of such fees. 

Performed numerous cost-of-service and rate design studies 
for electric utilities. Studies involved revenue requirements, 
cost allocation, and rate design. Aspects of these studies 
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included timeof-use rates, interruptible rates, and 
development of automatic adjustment cIauses. 

Prepared and directed retail rate studies for water, 
wastewater, electric, and solid waste utilities. These studies 
involved forecasting, revenue requirements, cost classification 
and allocation, and rate design. 

Served as Project Manager for cost of service analysis of five 
municipal electric utilities. Analysis included cost aEnotion, 
dcvelopment of fuel adjustment clause, and rate design 

Served as Project Manager for cost of service and rate design 
for a 20,001kustomer electric utility. Analysis required 
combination of several rate classes, development of cost based 
rates, and fiat rate design based on season. 

Prepared and filed testimony in more than 40 rate proceedings 
before state regulatory commissions, the Federal Energy 
Regulatory Commission, state legislative committees, and 
courts. The subjects addressed in the testimony included cost 
allocation, rate design, automatic adjustment clauses, load 
forecast results, cost of capital, engineering economy studies, 
and the results of various finandal analyses. 

Presented numerous seminars on ratemaking and economics 
topics for the American Public Power Association and other 
chents. Seminar topics have included utility priang policy, 
strategic pricing, industrial incentive rates, automatic 
adjustment dauses, time of use rates, and topics in law and 
economics. 

Developed and presented seminar on ratemaking policy for 
board members and other policy makers. Seminar topics 
included strategic pricing, rates for demand side management, 
marginal cost versus embedded cost ratemaking techniques, 
and new connection policies. 

PROFESSIONAL American Economic Association 
MEMBERSHIPS 

c- 

.- 

SELECTED The Automatic Adjustment Clauses-Theory and Practice. 
PUBLICATIONS 
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HONORS AND 
FELLOWSHIPS 

Institute of Public Utilities, Michigan State University Press, 
1980. 

Retail Rate Desim for Publiclv Owned Electric Svstems. 
American Public Power Assodation, 1984. 

A Studv Guide For b w  and Economics, GoMen Gate 
University, 1992. 

Authored numerous articles and two books regarding cost of 
service and rate design issues, including Retail Rate Desim for 
Publiclv Owned Utilities, published by the American Public 
Power Association; andAutomatic Adiustment Clauses Theorv 
and Practice, published by the Institute of Public Utilities at 
Michigan State University. 

Beta Gamma Sigma 
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CHRIS COLLINS 

MT. Collins is an economist with over six years of experience in the utility industry. He 
provides economic analysis and financial expertise in the areas of forecasting and utility 
rate analysis, litigation support, and nahual gas services. 

EDUCATION 

PROFESSIONAL 
HISTORY 

REPRESENTATIVE 
PROJECr 
EXPERIENCE 

B. A. - Economics 
University of Texas, Austin 

Graduatelevel courses in Economics 
University of Texas, Austin 

Graduatelevel courses in Business 
University of Houston 

Tenneco Gas, Inc., 
Rate Analyst 

Public Utility Commission of Texas, 
Rate Analyst 

RRC, Inc, 
Economic Consultant 

Designed and developed cost-of-service models used to 
evaluate rate requests submitted by cooperatives, government- 
owned utilities, and investor-owned utilities involved in rate 
case proceedings. 

Designed and calculated customer class rates, fixed fuel 
factors, and power cost recovery factcrs in electric utility rate 
cases. Also, designed and developed several types of 
interruptible rates, cogeneration supplemental standby rates, 
and cogeneration maintenance rates for several utilities. 

Reviewed and evaluated various residential, commercial, and 
industrial rate designs of cooperatives, government-owned 
utilities, and investor-owned utilities for a public utility 
commission for the purpose of adjusting rates charged by 
electric utilities involved in rate requests. 

Reviewed and evaluated various innovative power cost 
recovery factors rates of cooperatives, government-owned 
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utilities, and investor-owned utilities for a public utility 
commission for the purpose of establishing rates charged by 
electric utilities involved in business assistance. 

Assisted in the creation and the development of an industrial 
rate design policy used by a public utility commission for the 
purpose of establishing a consistent approach for designing 
interruptible rates, cogeneration stipplemental standby rates, 
cogeneration maintenance rates, and economic incentive rates. 

Performed cost allocation and rate design ;tUdies for an 
interstate pipeline to determine rate and revenJe impact of 
certain docation methodologies. 

Performed cost-revenue studies and calculated revenue 
requirements for an interstate pipeline to determine the timing 
of filing of rate cases. 

Prov.ided expert witness testimony and appeared for cross 
examination on behalf of a public utility commission regarding 
cost allocation and rate design issues in several rate 
application proceedings. 
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GEORGE F. FRASER 

Mr. Fraser is a Registered Electrical Engineer and has over 25 years of electrical 
engineering and utility management experience. His broad and varied career includes 
extensive transmission and distribution planning and engineering and electric utility 
operation and maintenance mar.agement experience. He administers and provides 
management oversight to RMI Utility Services’ operating divisions. 

EDUCATION B.S. - Electrical Engineering 
University of Nevada, Reno 

Executive Program Certificate 
University of California, Davis 

PROFESSIONAL 
HISTORY 

R W. Beck and Associates, 
Special Consultant 

Sacramento Municipal Utility District, 
Director of Resource Development 

Sacramento Municipal Utility District, 
Manager, Cistribution Construction and Planning Departments 

REPRESENTATIVE 
PROJECT 
EXPERIENCE 

Audited the service reliability and operation h maintenance 
programs of one of the nation’s largest investor-owned 
utilities. Interviewed numerous division operations personnel 
and corporate executives regarding maintenance program 
establishment, documentation, and execution. Observed 
transmission, substation, and distribution facilities to evaluate 
maintenance program effectiveness. Worked on a project team 
which prepared an extensive list of findings and 
recommendations. 

Audited the reliability and power quality of a large investor- 

owned utility. The audit included extensive site visits, 
interviews, and review of organization, equipment, policies 
and programs, and distribution system facilities. The resvlting 
report and recommendations were accepted by a state 
commission and the utilj ty. 

Audited the planning, preparation, and mnagement of major 
storm power outages of two large investor-owned utilities. 
The utilities’ management, organization, and operations 
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facilities were key issues in the review. The audit included 
intervieas with central office and regional personnel, as well 
as reviews of records of operations during storms. The report 
and recommendations were accepted by a state commission 
and the utility. 

Reviewed the substation maintenance program budgets and 
procedures of a municipal utility. This included reviewing 
program documentation, interviewing maintenance personnel, 
and inspecting equipment to evaluate program effectiveness. 
Prepared detailed recommendations for the development of a 
maintenance manual. 

As manager of the distribution construction department at an 
electric utility, administered a 500-person department which 
included divisions responsible for substation installation and 
maintenance, overhead transmission and distribution lines, 
underground transmission and distribution lines, tree 
trimming, instailation and meter maintenance, and resolution 
of ail technical operations problems. Initiated a cost cutting 
program which reduced department size by over 15 percent 
through attrition. 

Served as Consulting Project Manager for a municipal utilitfs 
Work Effectiveness Program. This was an organizational 
development program in which a three-person constdtant 
team helped establish and supported an employee task force 
working on numerous projects aimed at improving the 
effectiveness of the group's work activities and 
communications. The consulting team also worked cIosely 
with the client's management group and helped them 
establish and maintain control over the project. 

As a utility Department Manager, implemented an 
organizational self-improvement program in a transmission 
and distribution construction department. This program 
resulted in redefining the jobs of supervisors and managers 
and improved cormunications. Part of this program focused 
on the training of foremen, supervisors, and superintendents 
regarding their role in 3 well-run organization. 

P' 

: I  

REGISTFUTIONS Registered Professional Electrical Engineer, California 
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SELECTED 
PUBLICATIONS 

"Excellence in Distribution Systems." Presented to the APPA 
Engineering and Operations Workshop in New Orleans, 
March 15, 1988. 

"Alternatives for City-Utility Relationships." Presented to the 
National FrancMsing Conference, October 6,1989. 

HONORS A N i  
FELLOWSHIPS Workshop. 

National chairman - APPA Engineering and Operations 

Served for two years on EPRI's Electric Systems Division 
Committee. 
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DR ELIZABETH (BETSY) AYLIN 

Dr. Aylin has 20 years of experience in human resources, organization devebpment and 
training including designing and teaching "Train the Trainer" courses. She has provided 

including strategic planning, performance evaluation, team building, reorganization, 
conflict mediation, cultural change, and coaching with directors and managers. Dr. 
Aylin has particular expertise in performance management and in helping organizations 
establish quality improvement and employee participation programs. In addition, Dr. 
Aylin has conducted organiZatiOM1 reviews with recommendations for improving 
effectiveness and productivity. 

consultation to all levels of management on various organizational problems and Issues, ' 

EDUCATION 

PROFESSIONAL 
HXSTORY 

REPRESENTATIVE 
PRO J E C r  
EXPERIENCE 

PRD. - Adult Education and Human Resource 
Development 
University of Texas, Austin 

M. A. - Theology 
Episcopal Seminary of the Southwest, Austin, Texas 

B.A. - ReUgton and English 
Randolph-Macon Women's College, Lynchburg, Virginia 

City of Austin Electric Utility Department, 
Manager of Organization Development 

Texas Department of Hezlth, 
Organization Development Specialist 

NStats, Inc., 
Director of Training and Education 

Carried out a study of a human services office to assess 
effectiveness of communication clarity of roles and 
responsibilities, sense of unity and common purpose, and 
appropriateness of structure. Conducted a survey and 
interviews to identify problems. Made recommerdations and 
held follow-up meetings with staff to resolve probfems and 
deal with issues of concern. 

Conducted a survey of supervisary staff in the newly 
reorganized production division of a large utility to assess 
morale and general climate of the division and to identify 
existing problems and nceds. Held report-out meetings and 
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facilitated a follow-up planning meeting to resolve identified 
issues. 

Held focus group interviews with protected classes (women 
and minority groups) working in a utility organization to 
assess level of satisfaction *with the organization and to 
identify problems encountered. 

Conducted a survey of employees and supervisors in a large 
utility to determine satisfaction with the perfonnance 
appraisal system and to identify common practices in 
conducting appraisals and areas of needed change. 

Conducted strategic planning sessions and retreats with the 
top management of a large electric utility and in other 
divisions of a city organization to set vision and mission and 
identify annual goals. 

Provided consultation with individual managers, directors, 
and officers on management and organizational issues, 
including performance problems, communication with 
employees, supervisory changes, and work environment 
concerns. 

Met with work groups including utility electricians, 
aczountants, and public health nutritionists to both identify 
respective group missions and clarify roles and responsibilities 
linked to evaluation. 

Conducted several courses in the area of customer service, 
including receipt of customer trouble calls, handling difficult 
customers, assessing customer needs, and creating a 
orientation toward customer service. 

PROFESSIONAL 
MEMBERSHIPS 

.4merican Association of Adult and Continuing Education 

Central Texas Organization Development Network 
National Organization Development Network 

.- 

American Society of Training and Development 
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HONORS AND 
FELLOWSHIPS 

Member of Delta Kappa Education Honor Society 

Member of Phi Delta Phi Honor Society 
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A. DARYL PULLIN 

Mr. Pullin is an Executive Consultant in the utiIity industry specializing in conducting 
management audits, technicaf/economic studies, audits, as well as providing expert 
testimony. His experience indudes engineering management, internal consulting, and 
design engineering for internationally respected engineering/construcHon firms. Mr. 
PuEn has conducted numerous management audits as well as other support services 
to dc:ermhe if technical requirements had been achieved and to examine budget to cost 
relationships. 

EDUCATION MS. - Bisiness Administration 
Yniversitv of Hauston 

8.5. - Mechanicrtl Engineering Technology 
i'airleigh Dickinson University 

PROFESSIONAL TEAMSS Consulting, 
HISTORY Owner and Executive Consultant 

Hawks, Giffels & pullin, Inc., 
Vice President and Executive Consultant 

Brown & Root, Inc., 
Department Manager, Project Manager, Internal Consultant 
and Project Engineer 

Bums & Roe, Inc., 
Senior Engineer 

REPRESENTATIVE Managed a team of consultants condwting an evaluation of 
PROJECT automated information system requirements for a large bank 
MPEFUENCE holding corporation. This project resdted in the successful 

development and implementation cl' a comprehensive 
computerized information management system for the 
corporation and training for the personnel involved. 

Provided expert testimony for the Public Utility Commission 
of Texas. The testimony addressed arrd evaluated the 
reasonableness and necessity of costs incursed by an electric 
utility company involved in both civil and administrative 
litigation concerning the construction and management of a 
nuclear power plant. The study evaluated processes used by 
the company in managing its costs, including selection and 
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contracting for services, app!icability of services and level of 
review, and the amount of specific expenses/rates charged. 

Retained by a west coastsi utility company facing a decision on 
the pwchase of a coalsiurry pipeline. The strategic analysis 
evaluated economic and logistical factors designed to provide 
the utditjj company with information on which to base 

alternatives and priang, and to examine the risks 
involved. 

Managed theTedmica! Litigation Support Team in the defense 
for an extremely large and complicated lawsuit surrounding 
the engineering and construction of the South Texas Nuclear 
Project Directed the activities of a team of internal and 
outside consultants, engineers, computer specialists and other 
support personnel reporting to the company's Senior Vice 
President and Corporate Counsel. Supervised the 
perfonnance of construction cost comparison studies and 
regression analyses, regulatory impact studies, evaluations of 
project management decisions, and analyses to reconstruct the 
facts of the case. Partidpated in the development of pretrial 
strategy and servd as a technical expert witness. 

Served as Manager of the Electrical/Inshumentation 
Engineering Department. Responsibilities included the 
management and direction of engineers and specialists, 
manpower projections and hbhg, personnel assignments to 
active projects; department budget development and tracking 
personnel evaluations, salary administracon, training and 
career planning; preparation of department written profedures 
and insuring technical quality for all engineering products. 

As Project Engineer for one of the primary engineering 
disciplines on a large power plant design project, had direct 
responsibility for the work activities of over forth 
Instrumentaticn & Control engineers, technician's, designers 
and clerks. Mr. Pullin developed and managed a budget 
valued at over $40 million and engineering services and 
equipment. He was also charged with the implementations of 
industry standards and regulations in the design of this highly 
technical and complex projects. 
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PROFESSIONAL 
MEMBERSHIPS 

American Society of Mechanical Engineers 
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